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COMPLAINT INVESTIGATION FORM 
If there is an issue with more than one veterinarian please file a 


separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


Date Received: Yee \t, Mon Case Number: ZZ - q | 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CVT: Dr. Mel Paquin 
Premise Name: Animal Medical Center of Surprise 


City: Surprise State: AZ Zip Code: 85374 
Telephone: (623) 295-1811 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 
Name: vames & Jill Kirby 


ad . i — ie Cod? 


Home Telephon Cell Telepho 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 
Name: Polly Kirby 
Breed/Species: long hair chihuahua 


Age: 12 Sex: SPayed female Color: blue merle 


PATIENT INFORMATION (2): 
Name: 


Breed/Species: 
Age:_ CS: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


Mel Paquin 


WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 
A. Thomas, A. Rodriguez 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case. 


Signature: ¢ ja l ¥ Alas 


Date: -l1- 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 
portion must be either typewritten or clearly printed in ink. 


Polly was taken to Animal Medical Center of Surprise on 2.16.2022 at approx 0755 for a 
teeth cleaning. A petit black woman weighed Polly. | explicitly stated to her TWICE, that 
| wanted to be contacted before any teeth were pulled. | had read on their information 
paper that there were 2 options when it came to tooth extraction: "1) Give consent 
ahead of time by signing off on "x" amount of extraction(s)/periodontal procedures 
thereby giving the medical team the latitude to take action with teeth that may require 
extractions/periodontal procedures right away. OR 2) Require that two staff members 
reach out to you during the procedure while your pet remains under anesthesia to get 
your consent on the periodontal procedure(s) recommended and the costs associated 
with it.” 


The vet who was going to be performing the procedure briefly popped in the exam room 
and said he would be doing Polly's cleaning. | again informed that doctor that | wanted 
to be called prior to any tooth extraction because chewing was one of Polly's favorite : 
things to do. My husband and | even had a conversation about this the previous 
evening. 


At 1254, the doctor called me to let me know that Polly had not had her teeth cleaning 
yet because the doctor was busy with an emergency - a dog had been kicked in the face . 
by a horse. | was informed that Polly's pick up time for her procedure wouldn't be until 
later today, maybe "5 or 6 this evening." | had some concerns because it had been 
almost 24 hours since she's had anything to eat: He told me that he had been taking 
Polly out to urinate and that he had given her a light meal. 


The afternoon progressed and | hadn't heard from the vet. At 1730, my husband called 
Animal Medical Center of Surprise to check on Polly. He was told that "everything was . 
going fine and Polly would be ready for pick up at 1830." 


| asked my husband to call back because he forgot to ask about the dental x-rays. He 
was told that they had removed 8 teeth. My husband said that we did not consent to any 
tooth extraction. He was told that the "tech would call him back." 


| was very upset and immediately called the clinic. | spoke with the tech who told me 
that they did take out 8 teeth. | told them that | DID NOT consent to any tooth extraction 
and that | would be contacting an attorney and would be filing a complaint. | told them 
that | wanted a copy of the operative report so that | could obtain the names of everyone 
involved in this act of malpractice. 
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ANIMAL MEDICAL 


CENTER OF SURPRISE 


TO: The AZ State Veterinary Medical Examining Board 

FROM: Dr. Mel Paquin: Medical Director @ The Animal Medical Center of Surprise 
RE: Case Number: 22-91 

DATE: 03/07/2022 


INTRODUCTION: 


Thank you for taking time to read the narrative. To fully understand the way, we attempt to 
thoroughly communicate with owners regarding dental surgery is that we do several things. We 
typically send out pre-operative bloodwork prior to the procedure to confirm that they are the 
best and safest anesthetic candidates. We also send an informative dental prophylaxis email 
the night prior. The email explains that there can be some unknown oral pathology in pets 
when we do dental procedures that we could not appreciate on the general physical exam. We 
do not know the extent of that pathology until oral x-rays are taken & those are only done 
under general anesthesia. It also goes on to explain that we need consent from the pet owner if 
extractions or other oral procedures are required. If we do not get the consent from the pet 
owner, we will simply not do anything beyond what has been already consented for. 


We prefer owners to approve extractions if they are comfortable to do so for 2 incisors, 2 Pre- 
Molars and 2 Molars w a financial buffer to give the surgical staff the latitude to conduct their 
work immediately. Especially on patients w obvious pain or oral pathology noted on gross 
physical exam, it allows nerve blocks/procedures to be initiated quicker and a lot less 
anesthesia time for the pet. 


If owner’s do not want to give pre-approval consent for extractions at the time of the drop off 
then they are asked to DECLINE those areas of extractions on the treatment plan and still sign 
the treatment plan with the understanding that no extractions will be conducted until the pet 
owner is called. 


We will then attempt to reach an owner in order to receive verbal consent over the phone for 


both the extractions and the new additional amount of monies now owed. 
This is always done with a minimum of 2 staff members or 1 staff member and a veterinarian. 
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Refer to pages 1-2, there you'll see the DECLINED in front of Extractions, this would be an 
example of a treatment plan when an owner is declining for us to conduct any extractions & 
requests to be called. 

This is the communication piece between all staff members. 


ABBREVIATED NARRATIVE: READ MEDICAL RECORDS FOR MORE DETAILS: 


On 2/14/2022: James Kirby brings in Polly. It is mentioned by me that she has severe 
periodontal disease and some oral discomfort on physical exam. Discussed w Mr. Kirby she will 
definitely need some teeth extracted the day of the dental procedure. Went on to show Mr. 
Kirby the mobile teeth. Also shared w Mr. Kirby other patients oral x-rays w different pathology 
(Furcation/tooth root abscess) to show examples of reasons that may require extractions 
besides tooth mobility (Substantial bone loss). Discussed with him the general procedures of 
the morning that he would need to be signing/consenting for the dental prophy/extractions. 


2/15/2022: informational dental/procedural email was sent to the Kirby’s. 


2/16/2022: Jill Kirby drops off Polly for her dental procedure. Since everything was discussed w 
James Kirby on 2/14/2022. | went into the exam room and asked Jill Kirby, “Since | discussed 
everything w James did you have any outstanding questions regarding today’s procedure?” Her 
reply was “No.” | then went on to say “Have a great day and we will call you when. the 
procedure is finished.” This interaction was literally under 30 seconds & | have now exited the 
exam room. Now only Jill and Alexis are inthe exam room. _ 

Alexis then goes over both the treatment plan & the anesthetic consent form. 


In her complaint she mentions she told me that she wanted to be called if there were to be 
any extractions and that is not true. 


2/16/2022: Jill signed the treatment plan consenting for 6 extractions w a financial buffer. 

Oral X-rays showed 8 teeth/roots that were compromised that warranted extractions. Before 
we made any moves the surgical technician referred to the treatment plan. She went on to say 
Jill Kirby signed a treatment plan approving 6 extractions w a financial buffer. The additional 
work warranted stayed within the estimate signed by Jill $1,455.70 - $1,7680.60. We 
performed the periodonta! procedures on 8 teeth. 


2/16/2022: 5:30pm James Kirby calls AMC and asked how many extractions? Refer to medical 
record for the complete conversation 


2/16/2022: 5:48pm Jill then calls the hospital. She is extremely upset and now uses vulgarity 
toward staff. She then threatens us with an attorney & the AZ State Veterinary Examining 
Board. Refer to medical record for the complete conversation. 


2/16/2022: 6:30pm Mr Kirby picks up Polly. Showed him the oral X-rays and the reasons why 
each of the 8 teeth/roots needed attention. Showed him the treatment plan that Jill signed. He 
said that Jill wanted to be called and that if we did they would have given consent for the 
extractions. Discussed that we did have consent with Jill’s signature this morning. Discussed 
that he and | knew the entire reason we did the dental today was to remove the painful sources 
from Polly’s mouth. 

| mentioned that Alexis the tech that did the surgical intake said that Jill signed the treatment 
plan, consenting for extractions and then Jill later mentioned to Alexis after she signed the 
treatment plan that she wanted to be called. 


2/16/2022 6:30pm Mr Kirby paid his bill of $528.80. He left w discharge instructions and pain 
meds. 


**if you read the medical record we almost did not do Polly's procedure since there was an oral 
medical emergency that pushed back Polly’s procedure that required the wet table & the oral x- 
ray machine. | even spoke to Jill about this. We even discussed possibly rescheduling her 
procedure. Her response was that she said since Polly was already there and she had oral 
discomfort she asked if somehow some way we could still do her procedure tonight and to do 
our best to still make it happen even if it was later in the day/afternoon. 


Why | mention this is that this entire episode was extremely demoralizing not only for me but 
the staff that assisted with Polly’s procedure. What they didn’t appreciate is that several other 
nurses that would have attended to exam room appointments etc were pulled away to assist 
me with Polly's procedures. That left the techs that attended to rooms extremely short staffed 
as well. So, we were backed up the rest of the night, these clients were frustrated because it 
was taking a lot longer that it typically would. Para staff was frustrated because it was an 
extremely stressful environment in which to work in that afternoon. ; 


The entire team left an hour or so after their scheduled time off. To have an owner berate you 
& your staff and not appreciate the fact that we all stayed a lot longer after hours to see Polly 
get the care she needed was really just demoralizing to everyone involved. 


The Kirby’s were not charged for the extractions, nor the pain medications sent home. This was 
done by the practice manager not as an admission of guilt but to deter any further 
confrontation with the Kirby’s. She had witnessed the demoralizing atmosphere that they had 
now created and wanted them out of the hospital as soon as possible. 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


DouGLas A. DUCEY 
- GOVERNOR - 
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INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: AM Investigative Committee: Carolyn Ratajack - Chair 
Christina Tran, DVM 
Robert Kritsberg, DVM 
Jarrod Butler, DVM 
Steven Seiler — Absent 


STAFF PRESENT: Tracy A. Riendeau, CVT — Investigations 
Marc Hanis, Assistant Attorney General 


RE: Case: 22-91 


Complainant(s): James and Jill Kirby 
Respondent(s}: Melvin Paquin, D.V.M. (License: 3590) 


SUMMARY: APPLICABLE STATUTES AND RULES: 


Complaint Received at Board Office: 2/17/22 Laws as Amended August 2018 
Committee Discussion: 7/12/22 Lime Green); Rules as Revised September 
Board IIR: 8/17/22 2013 (Yellow). 


On February 16, 2022, “Polly,” a 12-year-old female Long Haired Chihuahua was presented 
to Respondent for a dental procedure. An estimate was signed by Ms. Kirby that included 
extractions; however, she requested to be called prior to teeth being removed. Intake staff 
neglected to inform Respondent or surgical staff of the request. 

The dog was anesthetized, an oral evaluation was performed, including dental radiographs, 
and eight (8) diseased teeth were extracted. 

Complainants were upset they were not contacted prior to extractions 


Complainant was noticed and appeared telephonically. 
Respondent was noticed and was unavailable. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: James and Jill Kirby 
e Respondeni(s) narrative/medical record: Melvin Paquin, DVM 


22-91, MELVIN PAQUIN, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On February 14, 2022, the dog was presented to Respondent for an oral evaluation by Mr. 
Kirby. Upon exam, the dog had a weight = 9.13 pounds, a temperature = 101.3 degrees, a heart 
rate = 138bpm, and a respiration rate = 30rpm. The dog had grade 3 periodontal disease with 
mobile incisors — Respondent noted the dog had severe periodontal disease; multiple 
extractions would be needed and there was pain in the caudal mandibular region. No other 
abnormalities were documented, except for bilateral medial patellar luxation. Blood was 
collected for pre-surgical testing. 


2. Respondent stated that he advised Mr. Kirby that the dog would definitely need teeth to be 
extracted on the day of the dental —he showed Mr. Kirby the mobile teeth. He also showed Mr. 
Kirby oral pathology on another patient's dental radiographs to show examples of reasons that 
may require extractions besides tooth mobility. Respondent went over what to expect the 
morning the dog was presented for the dental. He would need to sign a consent form for the 
dental procedure and extractions. 


3. Blood work revealed the dog was a surgical candidate. 


4. On February :15, 2022, Respondent's premises emailed Complainants dental procedural 
information. The email explains that there can be some unknown oral pathology in pets that 
could not be appreciated on a general exam. The extent cannot be known until an oral 
evaluation and dental radiographs are conducted while the pet is under genera! anesthesia. 
Levels of consent were detailed and it was preferred that pet owners approved extractions if 
they were comfortable to do so, for a total of 6 extractions, with a financial buffer to give the 
surgical staff latitude to conduct their work immediately, especially with patients with obvious 
pain or oral pathology on gross exam. If a pet owner did not want to give pre-approval for 
extractions, they were asked to decline the areas of extractions on the treatment plan and still 
sign with the understanding that no extractions would be conducted until the pet owner was 
contacted. When the pet was under anesthesia, staff would attempt to contact the pet owner 
to obtain verbal consent of extractions and additional fees associated with the services. 


5. On February 16, 2022, Ms. Kirby dropped off the dog for the dental procedure. She signed the 
treatment plan consenting for 6 possible extractions with a financial buffer. 


6. According to Complainant, she advised staff twice that she wanted to be contacted prior to 
extractions being performed on the dog. When she was in the exam room, Respondent 
stepped in —- Complainant again expressed that she wanted to be called prior to any teeth 
being removed. Respondent denies Complainant asked to be called prior to the dental while 
he was briefly in the exam room. 


7. According to staff member, Ms. Thomas, she checked the dog in for the dental procedure. 
She obtained a brief history and went over the estimate with Ms. Kirby. The estimate included 
extractions. Ms. Kirby did not have any questions about the procedure as they had been gone 
over previously. Ms. Kirby signed the estimate and consent form. After signing the documents, 
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22-91, MELVIN PAQUIN, DVM 


Ms. Kirby asked about not wanting extractions. Ms. Thomas advised that they would call her 
before pulling teeth. Ms. Thomas stated she forgot to have Ms. Kirby decline the extractions as 
well as tell any team member, including Respondent, of Ms. Kirby's request. 


8. That morning an emergency came in that needed immediate care and treatment. Therefore 
the dog's dental was postponed uniil later in the day. Complainants were made aware of the 
delay and were offered to reschedule — they declined and requested the dental be performed 
that day even if it was later in the afternoon. 


-9, The dog was examined — weight = 9.6 pounds, temperature = 100.8 degrees, heart rate 
=110bpm, and respiration rate = 26rpm; all systems were normal except for the oral health and 
patellar luxation. An lV catheter was placed and LRS was started. The dog was pre-medicated 
with acepromazine and hydromorphone IM; induced with propofol IV; intubated and placed 
on gas and oxygen. Respondent evaluated the dog's mouth, dental radiographs were 
performed and it was determined that eight (8) teeth required extraction. 


10. While Respondent was performing the procedure, Mr. Kirby called to check on how many 
teeth the dog would need removed. He was advised eight (8) — Mr. Kirby expressed that they 
were not expecting that many teeth to be removed and requested to speak with Respondent 
or technical staff. He stated that they were supposed to call prior to extractions. Mr. Kirby was 
told that they could not call as the dog was currently under anesthesia. 


11. Ashort time later Ms. Kirby called the premises. She was very upset stating that she did not 
give consent to extract teeth. Ms. Kirby was advised that the dog was under anesthesia and she 
will be called when the dog was recovering and ready to go home. Ms. Kirby did not want 
them to call and would be arriving at 6:30pm to pick up the dog. She wanted a copy of the 
dog's medical records and the names of the individuals who touched her dog. Ms. Kirby used 
profanity and threatened a complaint before disconnecting the call. 


12. When Mr. Kirby arrived to pick up the dog, Respondent showed him the dental radiographs 
and the reason each of the eight (8) teeth were extracted - he also showed Mr. Kirby the 
treatment plan his wife had signed. Mr. Kirby explained that his wife wanted to be called and if 
they had, consent would have been given. The dog was discharged with meloxicam. 


13. Respondent stated that Complainants were not charged with for the dental extractions and 
pain medication that was dispensed. 


COMMITTEE DISCUSSION: 


The Committee discussed that Mrs. Kirby admitted that she signed the consent form allowing 
Respondent to extract 6 teeth. It was unfortunate that staff member, Ms. Thomas, did not 
relay Mrs. Kirby's desire to be called in advance. However, there was not a violation of the 
Veterinary Practice Act. 


The Committee understood Mrs. Kirby's anger; there was a communication error. Although, 
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22-91, MELVIN PAQUIN, DVM 


healthy teeth would not be extracted to increase a pet owner's fee — they are difficult to 
remove. The Committee did not like the fact that a pet owner could have the option to 
decline extraction of diseased teeth. 
There was nothing medically inappropriate done. 
COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 

Motion: It was moved and seconded the Board: 

Dismiss this issue with no violation. 

Vote: The motion was approved with a vote of 4 to 0. 

The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 


Ps. 


Tracy A. Riendeau, CVT 
Investigative Division 
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